This Page Is Inserted by IFW Operations 
and is not a part of the Official Record 

BEST AVAILABLE IMAGES 

Defective images within this document are accurate representations of 
the original documents submitted by the applicant. 

Defects in the images may include (but are not limited to): 

• BLACK BORDERS 

• TEXT CUT OFF AT TOP, BOTTOM OR SIDES 

• FADED TEXT 

• ILLEGIBLE TEXT 

• SKEWED/SLANTED IMAGES 

• COLORED PHOTOS 

• BLACK OR VERY BLACK AND WHITE DARK PHOTOS 

• GRAY SCALE DOCUMENTS 

IMAGES ARE BEST AVAILABLE COPY. 



As rescanning documents will not correct images, 
please do not report the images to the 
Image Problem Mailbox. 



SERVICE 
LEVEL 4 

SERVICE 
LEVEL 3 

SERVICE 
LEVEL 2 

SERVICE 
LEVEL 1 



FACTORIES 



DESIGN, 

MANUFACTURING 



Z 



QUALITY 



PRODUCT 
PLANNING 



3RD PARTY 
VENDOR 



ESD, TOKYO 




MAJOR SUBSIDIARIES 



DISTRIBUTORS 
/ 

DIRECT SERVICE 



SUBSIDIARIES 



SUBSIDIARIES 
DIRECT SERVICE 



DEALERS DEALERS 
_ ENTERS \nH^RS 

But t*i**£ «tf«fcf 

F I G. 1 PRIOR ART 




SERVICE 




FIG.2 



t 



LU 

CD 
Q. 

E 

_CD 
_Q 
O 



Q. 



E 

O 



(D 
CO 

CD 



CD 



^ CO 

-- __ 'cJn 

o -fcs .__ 
= ^ E 



o 



CD 
~ CD 

o. **~ 
-"--^ _- 
>x CD 
Q- Q. 
O OS 
O O. 

1— CM 

o o 

Q_ CL. 



DO CD 
_= 00 

"o 

CD C 
CD 

£ E 

S -° 
O < 

CO ^ 

o o 

Q_ Q_ 



CD 

M CD" 
ctj "O 
CD 00 

i5~ 
' o 

"-4— ' 

J § 

CD o 
ZE O 



CD 
> 
O 
k_ 

E 



CO 

CD 



CT 

CD 



CD 

"o 



£ CD 

00 •£ 

S E 
E V> 

CO — =» 
CO ^ 

< < 



Q. 

CO 



O 

__ 

<D 
CL 
O 

O 

15 



<V := 
O <D 

IS 

Q >; <u 

— .-t; i_ 
«J •= ZJ 

^ al 



_- 
CD 

CD 
00 

_- 



OS O 
k- *J3 

O CD 

*-= < 
Q_ LL. 



00 
CD 

"o. 

co <| 
O 



CD 
00 

E42 



00 



OS O 
Q.-Q 



CD CD 

o o 

CD CD 
CO GO CO 



Q. - 

CL 



CD 



LOCDNOOOOi — CM CO ^" LO CD N OO 

OOOOOt— ^t— ^^-r— r— 

CL.DlCLlXQ-Q-Q_Q-Q_Q_Q-CL.Q_Cu. 



45 
_J> 



<H3\4l_- 

*z 1 ; 

HC-h 



II 



1* 

m 

i m / 

luPS 



9393 

_*»H»H ^HC^^-o^ng ".-fK-t?s=£: 
HIKl2?Kj^^SR^!^HPHlif 1 ^|^ 0 ^^ 2 

OOOOOOOOO^— t— ^- r— r- 
Q_Q_a.Q_Q_0-CLQ.Q_Q_Q_Q_Q_a- 



ME 

o^3 ^Bjj 



I °C»m; 

m 1 is 

lo <x> r-~ 00 

CL 51 SI 51 



CD 
O 



>- 

en 

< 

Q 
GO 

ce 
O 




PRODUCE ANSWER DOCUMENT 
CORRESPONDING TO SOLUTION 
UPON DETECTION OF PRESENCE 
AND PRODUCE ANSWER 
DOCUMENT CORRESPONDING TO 
PROGRESS IN SUPPORTING 
TASK UPON DETECTION OF 
ABSENCE 



MO 



MISSING 
JTEM PRESENT 

^ST308 J 



ST305 y& 



REGISTER 
NEW CLAIM 



APPEND BACKUP 

DOCUMENTS _^ 
v 



f— ^ST30 6 



REQUEST 
MISSING ITEM 



ST309 



SUPPLEMENTAL INFORMATION 
CONCERNING IMPORTANCE OF CLAIM 
ANALYSIS DATA OF FIELD SERVICE 
CALL 

SUPPLY CONDITION OF RELATED 
SERVICE PARTS 
PRODUCT PSI INFORMATION 
OTHERS 




ST307 



ST311 



ASSIGNMENT OF SUPPORTING 

• MODEL 

• CLASSIFICATION OF CAUSE 
DESIGN • MACHINERY 

• ELECTRICITY 

• SOFTWARE 
PRODUCTION • 
SPECIFICA TION • 



ST310 



STORE SCHEDULE MANAGEMENT INFORMATION 

A. REQUESTING DATE OF TASK 

B. SCHEDULED DATE OF TASK START 

C. DATE OF TASK START 

D. SCHEDULED DATE OF TASK COMPLETION 

E. DATE OF TASK COMPLETION 



TASK ASSIGNMENT 
REFERRING TO TIMETABLE 
FOR ENGINEERS 



ST312 



CONFIRM THAT SCHEDULED 
DATES OF TASK START AND 
TASK COMPLETION ARE SET 



T 



FIG.10 GO 



SERVICE 
LEVEL 4 

SERVICE 
LEVEL 3 

SERVICE 
LEVEL 2 

SERVICE 
LEVEL 1 



DESIGN, 

MANUFACTURING 



FACTORIES 



QUALITY 



PRODUCT 
PLANNING 



3RD PARTY 
VENDOR 



ESD, TOKYO 




MAJOR SUBSIDIARIES 



SUBSIDIARIES 



DISTRIBUTORS 
/ 

DIRECT SERVICE 

DEALERS 
END USERS^ 



SUBSIDIARIES 
DIRECT SERVICE 



DIRECT SERVICE 



DEALERS / 
END USERS 



DEALERS 

N 



ND USERS 



F I G. 1 PRIOR ART 




FIG. 2 



CD 

3 

E 

CD 

o 



CD 

CO 

CO 
CD 



cd 

CD "~"\ 
DO -t£ 

•r= .cd 



>s CD 
O CO 

O Q- 

* — CvJ 
CO CO 



DO 
C 

>< 
CD 

^ CD 

t: *o 

CD CZ 
CD 

CO 

H i 

S -° 
O <£ 

CO O 
0_ Q_ 



5 

CO 

^ -S .52 



cd a5 

CD g 
DO ° 

_2 CD 

cd 

CD *S5 

e c 

"<d g 
E 

Cd 

t5 

CD O 



2 

CD 
GO 

">< 



cd 



CD 
> 
O 



co 
CD 
O 
O" 
CD 



CD 

■s 



CD ~ 



Cd 



<D CD 

DO 

3 E 



o co 
co 

CD Q. 



CD r= 
O CD 



cd 

CD 
CD 

00 <d 



co 
CD 



O. 

CD - 
DO 
^_ CO 

<d o E ^° 



co 



CD 

E 



<D CD 

si -if g 



5; 1/5 

CD Z3 

co ~* 
co 



cd o 



LO CO I — oo 

oooo 

Q_ Q_ Q. Q_ 



CT3 CO 
CO *— 



O Q_ 

< — CNJ 

SI q- 



CO 
CD 



cd ° -a o .s 
■e >< a £ 2: 

■C <: -C CD CD 
Q.LL OOCOCOO 

co *^3~ lo co r — oo 
o~ gZ qZ q_ q_ Ou 



CD 



CD 
O 

























fUPS 
















T 


-e 






-R 


^■^.^ 










BtjC 






<□ Km; 










tVIDlBi|-afi( 


















■ti.i.. .ii.i- 















Imll 

»N I 5t 

-*> K K 
V?s ^lJ ^ 

iW l l Q 

lo to r~- oo 



REPORTING PROCESS 
FOR FORMATTED CLAIM 



) 



ST301 



SEARCH FOR CLAIM REPORT 
ALREADY REGISTERED 



>- 

or 

< 

Q 

CO 
GO 

or 
O 




PRODUCE ANSWER DOCUMENT 
CORRESPONDING TO SOLUTION 
UPON DETECTION OF PRESENCE 
AND PRODUCE ANSWER 
DOCUMENT CORRESPONDING TO 
PROGRESS IN SUPPORTING 
TASK UPON DETECTION OF 
ABSENCE 




,ST305 
'MISSING^ NO 

JTEM PRESENT 
? 

VST30 8^ £ 



ST306 



REGISTER 
NEW CLAIM 



APPEND BACKUP 
DOCUMENTS _^ 



REQUEST 
MISSING ITEM 



ST309 



• SUPPLEMENTAL INFORMATION 
CONCERNING IMPORTANCE OF CLAIM 

■ ANALYSIS DATA OF FIELD SERVICE 
CALL 

SUPPLY CONDITION OF RELATED 

SERVICE PARTS 

PRODUCT PSI INFORMATION 

OTHERS 




ST307 



ST311 



ASSIGNMENT OF SUPPORTING 

• MODEL 

• CLASSIFICATION OF CAUSE 
DESIGN • MACHINERY 

• ELECTRICITY 

• SOFTWARE 
PRODUCTION • 
SPECIFICA TION • 



STORE SCHEDULE MANAGEMENT INFORMATION 

A. REQUESTING DATE OF TASK 

B. SCHEDULED DATE OF TASK START 

C. DATE OF TASK START 

D. SCHEDULED DATE OF TASK COMPLETION 

E. DATE OF TASK COMPLETION 



ST310 



TASK ASSIGNMENT 
REFERRING TO TIMETABLE 
FOR ENGINEERS 



I 



ST312 



CONFIRM THAT SCHEDULED 
DATES OF TASK START AND 
TASK COMPLETION ARE SET 



FIG. 10 C 



T 

END 



SERVICE 
LEVEL 4 

SERVICE 
LEVEL 3 

SERVICE 
LEVEL 2 

SERVICE 
LEVEL 1 




DISTRIBUTORS 
/ 

DIRECT SERVICE 



ENDUSERS 



SERVICE 



DEALERS / DEALERS 

ENDUSERS ^ENDUSERS 



F I G. 1 PRIOR ART 




LAN 



FIG. 2 



COUNTRY 

SPECIFIC 

INFORMATION 



16 



TOKYO 
CENTRAL 
INFORMATION 



PRODUCT TECHNOLOGY 
DEPARTMENT 



KNOWLEDGEBASE 
I — 



12 



ESD CONSOLE 

=3= 

CHECK FOR STATUS CONTROL 
SOLUTION SOLUTION ' 



EXISTENCE 
SOLUTION 



NEW SOLUTION 



SOLUTION 
^14 I 



CLAIM HANDLING 



MANAGEMENT INFORMATION 
SYSTEM 



REPORT DATA 



DWH 



,20 



FIG. 3 



>- 



5g 



o 

=5 

—I 
o 

CO 



Z LU 



o 



24 



CO 
Q£ 
LU 
GO 
ZD 

GO 



REPORTING PROCESS FOR 
UNFORMATTED CLAIM 



I 



1 



KNOWLEDGE BASE SEARCH \ - ST201 



,ST202 



MAJOR 
SUBSIDIARY 



<=• 





^s^PRESENT 
^ST203 


^ST205 


PRODUCE ANSWER DOCUMENT 
(RESPONSE ASSISTING MODULE) 


PRODUCE CLAIM REPORT 
(REPORT ASSISTING MODULE) 




^ST204 v ^ST206 


ISSUE ANSWER DOCUMENT J 


ISSUE CLAIM REPORT J 


FIG. 5 



FIELD SERVICE 



ST101 



FILE WORK REPORT FROM FIELD 
SERVICEMAN 



± 



ANALYZE WORK REPORTS TO 
DETECT EMERGENCY SITUATION 
WHERE A NUMBER OF IDENTICAL 
CLAIMS EXIST 



ST102 



ST103 



ST104 



ISSUE CLAIM REPORT 



DEALER 



DEALER 



CALL CENTER DATA 1 
SETUP REPORT DATA | 



MAJOR 
SUBSIDIARY 




MAJOR 
SUBSIDIARY 



MAJOR 
SUBSIDIARY 



CONTENT CONFIRMATION AND 
VERIFICATION 



CHECK SOLUTION 



( ST111 



ST113 



ANSWER 
DOCU- 
MENT 



ST112 




ST114 



ESCALATION OF CUIM REPORT TO 
PRODUCT TECHNOLOGY DEPARTMENT 



FIG. 4 



PRODUCT 
PLANNING 
SECTION 



•ESD 



I 



DESIGN AND 

MANUFACTURING 

SECTION 



1 



OTHER 
SECTIONS 



CD 

E 
o> 

_Q 

2 
a. 



Q. 



E 

CD 
O 



5 

„ — „ CD 

55 co 



CD 

O -4-» 



"3 



CD 
CD 



^3 M 



CT3 
CD 

Op -tf 
CD 



'C 



c= g.^.oo 2 J? *"5 ~tf 



"O 
d CD 

>* CD 
O CXJ 

O Q_ 

1 — OJ 
Q- Q_ 



X 
CD 

ClO <d 

00 

-o O 

CD — 
CD 

**~ «J 

75 E 
'§> | 
§3 



r— **V 

CD CD 



a. £ 
= = .S «/> 



§2- 

O 



co 
CD 



CD 



CD 

§ 



CD 
CD 

DO CD 



o c .E <u 
'c _o E 

s o <c < 

LOCDNOO 
CD O O 
Q_Q_CLQ- 



CD Q. 
Q. 



CD CD "4^ CZ 



CD 



CD 



E -£ 



CD CO 
CD 

a. q_ 



O o_ a_ u_ 

1 — CNJ PO 

o_ q_ a_ Q_ 



CO 

CD 

"a. 

CD % 
§ 45 ^ 

cd T: o 
"O «J o 
Q.-0 

DO 

S'E E _£ 

r a) (u s 
co co co O 

lo cd r — 00 

51 51 51 ol 



CO 



I 



IK 



1* 
m 

|m ; 



TO 

SHE 



1 St 

" " "m I I Q 



t— csjcoTtLotoh-oocnOt- csj co in <o 00 
000000000. — . — - — ■ — ■ — . — . — . — . — 

Cua_Q_Q-Q_D_Q_Q_Q_Q_Q_Q_Q_Cl_D_Q_Q_Q_ 



Unit (J) 


Unit (E) 

III \ L— / 


U01 I&IP.-7 h 


U01 Paper feeder unit 


U02 * 7v a y h 


U02 LCF/PFU/PFP 


U03 if-iZy h 


U03 Optional/Laser Unit 


U04 K7A 


U04 Drum 


U05 * + -y + -/7'Jy K 


U05 Charger/Grid 


U06 SftS 7 h 


U06 Developer unit 


U07 ht-Zti-hV-yv 


U07 Toner/Cartridge 


U08 711-7— J-Z 7 h 


U08 Cleaner unit 


U09 JtHiZJ.-y 


U09 Process unit in overall 


uio ttftrtffl«»au-y b 


U10 Paper transport unit 


U11 h 


U11 Fuser unit 


U12 h 


U12 Exit unit 


U13 ADD 


U13 ADD 


U14 ADF 


U14 ADF 


U15 7-$-/7<r-y *> + - 


U15 Sorter/Finisher 


U16 K7<7'i-7 h 


U16 Drive Unit 


U17 H>/\'*J.Z7 h 


U17 Control Panel unit 


U18 PCS, iOfttS3p H p 

U19 tifaz 7 S/i§Eh7>* 


U18 PWA or other electrical circuit 


U19 Power supply unit/HVT 


U20 HDD/ISI^ll- 


U20 HDD/Expanssion memory 


U21 *7 h7-7H> hP-7- 


U21 Network controller 


U22 FAX/NCU*'- K 


U22 FAX/NCU board 


U23 *^77-A7l7 


U23 Firmware in machine 


U24 K7<A'-V7 h7X7 


U24 Driver software 


U25 *7 h7r78S 


U25 Network environment 


U26 


U26 Exterior covers 


U27 ffl^H 


U27 Packaging 


U28 *0fft 


U28 Others 



FIG. 7 







CLAIM REPORT 


a. 


Report source 




b. 


Rank of importance 




c. 


Claim category 




d. 


Claim title 




e. 


Claim details 




f. 


situation 





FIG. 8 



c. 


Claim category 




model [DP3580] , problem code [P05] ,- unit code [U23] , 




cause code [C02] , error code [E005] 


d, 


Claim title 




Paper jam under the drum due to breakage of the drum sensor 




problem position cause 


f. 


Situation 




Troubled part [Part number] 




Troubled software [Software number] 




Product lot [Serial number indicating factory and produced month] 




Copy counter [Total copy count] 


e. 


Claim details 




Problem, position/related unit, cause, treatment 



FIG. 9 



FOR FORMATTED CLAIM 



J 



ST301 



SEARCH FOR CLAIM REPORT 
ALREADY REGISTERED 



>- 
< 

Q 
CO 

Q 
OQ 
ZD 
CO 

oc 
O 




PRODUCE ANSWER DOCUMENT 
CORRESPONDING TO SOLUTION 
UPON DETECTION OF PRESENCE 
AND PRODUCE ANSWER 
DOCUMENT CORRESPONDING TO 
PROGRESS IN SUPPORTING 
TASK UPON DETECTION OF 
ABSENCE 



ST304 



CHECK CONTENT OF CLAIM 
REPORT 



YES 



,ST305 
'MISSING^-^ NO 
JTEM PRESENT 

•^ST30 8^ f — ^ST306 



REGISTER 
NEW CLAIM 



REQUEST 
MISSING ITEM 



APPEND BACKUP 
DOCUMENTS 



• SUPPLEMENTAL INFORMATION 
CONCERNING IMPORTANCE OF CLAIM 

• ANALYSIS DATA OF FIELD SERVICE 
CALL 

• SUPPLY CONDITION OF RELATED 
SERVICE PARTS 

• PRODUCT PSI INFORMATION 

• OTHERS 




ASSIGNMENT OF SUPPORTING 

• MODEL 

• CLASSIFICATION OF CAUSE 
DESIGN • MACHINERY 

• ELECTRICITY 

• SOFTWARE 
PRODUCTION • 
SPECIFICATION • 



ST311 



± 



ST310 



STORE SCHEDULE MANAGEMENT INFORMATION 

A. REQUESTING DATE OF TASK 

B. SCHEDULED DATE OF TASK START 

C. DATE OF TASK START 

D. SCHEDULED DATE OF TASK COMPLETION 

E. DATE OF TASK COMPLETION 



TASK ASSIGNMENT 
REFERRING TO TIMETABLE 
FOR ENGINEERS 



± 



ST312 



CONFIRM THAT SCHEDULED 
DATES OF TASK START AND 
TASK COMPLETION ARE SET 



E 



FIG. 10 Cjnd^ 



f SCHEDULE \ 
V MANAGEME NT PROCESS J 

\ ^ST4 01 

CONFIRM SCHEDULE I 




ST403 



SEND REMINDER TO ENGINEER BY 
E-MAIL AND ALERT ON SYSTEM 




ST405 



SEND REMINDER TO SUPERVISORY 
ENGINEER BY E-MAIL AND ALERT 
ON SYSTEM 




ST407 



UPDATE STATUS I 



-4 

( END ) 



F I G. 11 



CO 
CO 

LU _ 
Z P 




o 

3 

O 

n: 
o 

LU 
I — 

t3 



< 

o 

g 



8i 



O LU 



FOR 




"ION 




'IGA1 




1 — 
CO 
i ■ i 




REASON INVE 
SOLUTION 






CO 



REFERENCE ANSWER DOCUMENT 



CAUSE 



SOLUTION 



ST501 



CHECK SOLUTION ^ 1 



YES 



,ST502 

COMMON^\^ NO 
TREATMENT? 



TREATMENT RULE 
DICTIONARY DB 



ST504 



COMMON 

ANSWER 

DOCUMENT, 



ST503 



COMMON 

ANSWER 

DOCUMENT, 



R1 

_L_ 



FUNDAMENTAL SOLUTION 
"CUT PATTERN ON PRINTED 
CIRCUIT BOARD (A) AND 
CONNECT PATTERN WITH 
JUMPER" 



SPECIFIED 

ANSWER 

DOCUMENT, 



SPECIFIED 

ANSWER 

DOCUMENT, 



R2 



MAJOR SUBSIDIARY "SEND BACK PRINTED 
CIRCUIT BOARD TO REPAIR CENTER" 



OTHER SUBSIDIARY 

"CUT PATTERN ON PRINTED CIRCUIT 

BOARD (A) AND CONNECT PATTERN WITH 

JUMPER" 

T" 

R3 



FIG. 14 



MAJOR SUBSIDIARY 



SUBSIDIARY 



DEALER 



WORK REPORT 

— V 




CALL 
CENTER _ 

jSealer" 
direct" 

SERVICE 
ORGANI- 
\ ZATION 



INTERNET 



ST601 



FIELD SERVICE CENTRAL DATA BASE 

•SERVICE CALL DATA 
•CALL CENTER INFORMATION 
•SERVICE PART USAGE DATA 



T 



SERVICE j 
PART ! 
SYSTEM ! 



DEALER 



DISTRI- 
BUTOR 



ANALYZE DATA 



•ST602 



ST603 



IDENTICAL CLAIM GROUPING (KNOWLEDGE SEARCH) 

GROUPING KEY 

•KEYWORD & CODE: MODEM, PROBLEM CODE, UNIT CODE, CAUSE CODE, 

ERROR CODE 
■REPAIR PART: PART NO. 
•SOFTWARE VERSION : VERSION NO. 



T 



AUTOMATIC CLAI M REGIS TRATION 
t 



-ST604 



ST605 



(DOCUMENT ATTACHMENT) 



AUTOMATIC DETERMINATION OF TITLE 
AND RANK SUPPLEMENTAL DATA 

•NUMBER OF TROUBLES, PART NO., TOTAL COUNTER, FREQUENCY 
■SUPPLY CONDITION OF PARTS, BACK ORDER CONDITION 

T 



AUTOMATIC ESCALATION SYSTEM -ST606 



FIG. 15 



